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ABSTRAK 
Salah satu sasaran peta JKN yaitu paling sedikit 75% peserta BPJS menyatakan puas, baik 
dalam layanan di BPJS maupun dalam layanan di fasilitas kesehatan yang di kontrak BPJS. Penelitian 
ini bertujuan mengetahui apakah terdapat hubungan kualitas pelayanan dengan kepuasan pasien 
peserta BPJS di instalasi rawat inap RSUD Haji Makassar. Jenis penelitian yang digunakan adalah 
survei analitik dengan pendekatan cross sectional. Populasi adalah seluruh pasien peserta BPJS pada 
bulan Desember sebanyak 355 orang. Sampel ditarik secara purposive sampling sebanyak 207 orang. 
Analisis data yang dilakukan adalah univariat dan bivariat dengan uji chi square. Hasil penelitian 
diperoleh variabel yang berhubungan dengan kepuasan pasien adalah komunikasi dokter (p=0,002), 
komunikasi obat (p=0,003), lingkungan rumah sakit (p=0,004), dan pelayanan makanan (p=0,002). 
Sedangkan variabel yang tidak berhubungan dengan kepuasan pasien adalah komunikasi perawat 
(p=0,276) dan daya tanggap petugas kesehatan (p=0,193). Kesimpulan dari penelitian bahwa terdapat 
hubungan komunikasi dokter, komunikasi obat, lingkungan rumah sakit dan pelayanan makanan 
dengan kepuasan pasien peserta BPJS di instalasi rawat inap RSUD Haji Makassar tahun 2015. 
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ABSTRACT 
One of National Health Assurance map aimed 75% participant of BPJS as minimum felt 
satisfy in BPJS service and also in service of health facility that was used by BPJS. This research was 
made to know correlation between service quality with patient satisfaction participant of BPJS in 
hospitalization instalation RSUD Haji Makassar. Kind of this research was analytic survey with cross 
sectional design. Population was all of the participant of BPJS patient n December which was 355 
people. Sample was taken by used pusposive sampling which was 207 people. This research used 
univariate and bivariate analysis through chi square test. Correlation variables with patient 
satisfaction as result were doctor communication (p<0,002), medicine communication (p<0,003), 
hospital environment (p<0,004), and food service (p<0,002). Whereas variables that have no 
correlation with patient satisfaction were nurse communication (p>0,276) and health officer 
perceptive capacity (p>0,193). The conclusion of this research was there were correlation between 
doctor communication, medicine communication, hospital environment and food service with patient 
satisfaction participant of BPJS in hospitalization instalation RSUD Haji Makassar.  
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